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July I ,  2003 

Marlene H. Dortch, Secretaty 
Office of the Secretary 
Fcderal Communications Commission 
445 12th Street, SW, Room TW-A325 
Washington, DC 20554 

Mrs. Donch, 

I filed thc three attachincnts below on Junc 30, 2003. Attachments 1 & 3 are Excel documents 
and Attachment 2 is a Word document. In viewing these documents on the ECFS page, once 
filed, thcy were converted to PDF and were incomplete as converted. Tn an abundance of caution 
I had these documents converted to PDF and am tiling these documents as PDF. Please find 
attached in PDF format the Missouri Relay Complaint Log Summaries as reported by Missouri's 
relay provider, Sprint, as follows: 

Attachment # I :  Complaint Log Suinmary Cor Period ofJune 1, 2002 - May 31, 2003 
Attachment #2: Summary of Complaints for Period of June 1, 2002 - May 3 I ,  2003 
Attachment #3: Annual Tally Report for Period ofJune I ,  2002 -May  31, 2003 

I f  you have any questions or problems w i t h  the attachments, please contact me by replying to 
this e-mail o rby  telcphone at (573) 75 1-7485. 

Sincerely yours, 

Eric William Anderson 
Assistant General Counsel 
(573) 751-7485 (Telephone) 
(573) 751-9285 (Fax) 
ericandersoni~psc.state.ino.us 
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Wyoming Relay 
June2002-May2003 

Complaint Log Summary 

Nature of Coiuplaint 
Ail ust2002 
2 G G r G G Z  Date of 

Resolution Complaint 

3E 
Cat. #Of  

Complaint 
Explanation of Resolution 
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Septembr 
Tracking 

# 
4935 

2003 
Date of Cat. # Of 

Complaint 
3 

Wyoming Relay 
June2002-May 2003 

Complaint Log Summary 

Nature of Complaint 

The ciistoiner was concerned that the 
agcnt dialcd the wrong nuinhcr hYice. and 
said that the agent d id  not pay atlention 
Thc customcr said that the agcnt should 
have asked him to repeat the numhcr i f  
she did not understand. Thc person 
taking thc complaint apologized to thc 
customer, and told the customcr the 
complaint would be documented and the 
agent would bc coached. The customer 
does not w n t  a ca l l  hack. 

Date of 
Zesolution 
)/24:0? 

Explanation of Resolution 

Thc train lcader npokc with the agcnt, and told her to 
be ciirc to ark customcrs to repcat a nuinhcr if she 
does not understand i t .  Thc agcnt explained to thc 
tcani leader that after shc opencd thc line to hear the 
customer shc only heard the l a s t  seven numhcrs, and 
assuincd that thc area code w a \  thc wine as the 
customcr's area code The agent agreed to open the 
line to the ciistomcr more quickly in the future. 
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Wyoming Relay 
June 2002 - May 2003 

Complaint Log Summary 

Date of 
Resolution 

lOIY!O2 

Dctober 2002 
rracking 1 Date of I Cat. # O f  I Nature of Complaint Explanation of Resolution 

The teain lcader met with the CA. w h o  said lhat she 
had diff iculty lopgins into (lie coioputer when tdking 
over thc ca l l  from another CA.  The teain lcadcr 
coached hcr that keeping the customer informed i s  n 
higher priority than logging into the computer. The 
team leader verified that the CA docs liavc 
knowledge of how to process calls which use a 
call ing card. 

# 
120 I 

I 

Coinplaint 1 
4 I A VCO iiser was upset becausc the CA 

I I 

d id not keep him informed a t  a l l  durinx 
tlic call setup. The custonier u a s  using a 
call ing card to b i l l  the call. and the only 
macro hc received during thc call was thc 
"ringing" macro. We didn't know bhat  
was occurring as the CA was proccssing 
thc call. Hc hung up and callcd back to 
get a new CA.  The customer wants this 
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Wyoming Relay 
June2002-May2003 

Complaint Log Summary 
November 2002 
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# 
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Complaint Log Smninary 

June 2002 

Wyoming Division of Vocational Rehabilitation 
Department of Workforce Services 

Page I of 12 



c 



Tracking 
# 

Wyoming Division of Vocational Rehabilitation 
Department of Workforce Services 

Page 3 of I2  

Ddteof Cat #Of  Nature of Complaiiii Date of Explanation of Resolution 
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Cat. #Of  
Complaint 

3 

Wyoming Relay 
June 2002 ~ May 2003 

Complaint Log Summary 

Nature of Complaint 1 Date of 
1 Resolution 
1 9/24/02 The cuhtorncr u a ?  concerned that the 

agent dialed tlic wrong niimbcr Mice,  dnd 
said that the agent did not pay attention. 
The customer said that the agent should 
have asked h im to repeat thc number if 
she d id  not undcrrtand. The person 
takiiig the complaint apologized to the 
customer, 2nd told the ciistomer thc 
complaint would bc docuinentrd and the 
agent would be coached. The cu5tonicr 
does not want a call hack 

Explanation of Resolution 

Thz tcam leader spoke with the a p t ,  and told her to 
be i u r z  to ask customers to  repeat a nuinber i f  she 
does not undcrsrand it. Thc agent zxplained to the 
tcam lcader that after she opened the l ine to hear thc 
customcr she only heard the last scven number,, and 
assumed that the area code w a s  the same a h  the 
cii?tomcr's area code The agent agreed to open the 
linc to the customcr more quickly in the tiuturc. 
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3ctober 
rracking 

# 
!201 

32 
Date of 

Complaint 
I0/08/02 

Cat. I+ Of-  
Complaint 

4 

Wyoming Relay 
Jtine 2002 - May 2003 

Complaint Log Summary 

Naturc of Complaint 

A VCO user wa5 uprct bccausc the C A  
did i iot Lccp him infor,rmsd i i t  i d  during 
thc call setup. The customcr was using a 
calling card to b i l l  the cal l ,  and the only 
macro hc received during rhc c a l l  was thc 
"ringing" inacro. H e  didn't know what 
was occurrins as the CA was proccssing 
rhe call. Hc hung up and called back to 
get a new C A .  The customer u'ants this 
CA lo be taught how to do t h e w  ca l l \ .  

Date o f  
Resolution 

10'9'02 

Explanation of Resolution 1 
Thc ream leadrr mct with the CA, who said that she 
had difficulty logging into the computer ivlieii taking 
over the c a l l  f rom another CA.  The tcain lcader 
coached her that kccping the customcr informed i s  a 
higher priority than logging into thc computer. The 
wain leader verit icd that the CA doc, have 
knowledge o f  how to process calls which use a 
calling card. 
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Complaint Complaint Resolution 



Wyoming Relay 
June2002-May2003 

Complaint Log Summary 
December 2002 
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January 2 
rracklng 

# 
1364H 

13 
Date of Cat. # Of 

Complaint 
27 

Wyoming Relay 
June2002LMay2003 

Complaint Log Summary 

Nature of Complaint 

Thc customer said hc made multiple calls 
using his calling card, and hc had to 
rcpcat the calling card information for 
each ca l l .  On his calling card i t  advises 
the customer to press the # sign to 
proceed with the next call. and that option 
w i l l  temporarily store his calling card 
infomiation in the systcni for as many 
c a l k  as he desires tn iiiakc. The ciistoiiier 
said the dcaf do not have thc convenience 
o f a l l  o f the  calling card options available 
when using Rcley. The customcr said 
that the Relay procedure currently in 
place is discriniinatory and needs to bc 
changed. A Custoiner Services 
Reprcscntarive told thc ciistorner that 111s 

concern was being docuincnted and 
forwarded to the Wyoming account 
iiianagcr. The custoiiier wants a fol low- 
up sent to hi5 e-mail addrcss. 

Date of 
ksolution 
11 13 I !03 

Explanation of Resolution 

Thc Wyoming iiccnunt manager inct  with the 
:iistonicr in person and discussed tlie cti~toiner's 
:onccrns. The account innnager suggested that the 
iroblem could be resolved by  updating l l l c  
:ustonicr's Custoiner Database Profilc. There i s  a 
,ection uhcre the custoiiicr can add a note with 
:ailing card infomiation so that he does not h a w  to 
'cpeat the information each time hc makes a c a l l  into 
rvyoiiiing Relay. 

Wyoming Division of Vocational Rehabilitation 
Department of Workforce Services 
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February 2003 
1 Tracking 1 Date of I Cat. # O f  

Wyoming Relay 
June2002LMay2003 

Complaint Log Summary 

I Vattire of CoinDlaint 1 Date of 1 Explanation of Resolution 
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IpriI 20( 
rracking 

i? 

1316 

Date of I Cat. # O f  

Wyoming Relay 
June 2002 -May 2003 

Complaint Log Summary 

Nature of Complaint 

When the VCO user dials 71 I from his 
homc. he rcccivcs thc greeting (koicc (11 

typing now) Hc then giver the CA thc 
phone card data and dialing inrtrucrionn 
for his long distance c a l l  The CA then 
receivcs thc inessage. "All  circuits are 
busy. Plcasc try your c a l l  again later .' 
Thc ciistomer i s  iising an M C I  calling 
card which hc purchased froni Costco. 
When the cuhtomcr uses the dedicatcd 
VCO accers numbcr and the same calling 
card from his home or clsc\rhere he does 
not expcricnce thin problem. The 
custoiiier i s  using a Krown Speak and 
Rcad VCO devicc whcn making cal ls and 
reports that this probleni began in March. 

Date of 
lesolution 
i ' I O i O 3  

Explanation of  Resolution 

A trouble ticket m a s  issucd to a Sprint technician t o  

Lii\e,tig+tc thts problein. Thc tcchnician rcportcd 
that he n 'as  iindblc to track the problem due to lack 
of information The Wyoming account inianager e- 
mailcd the  ciistomer asking him to l ist and docurncnt 
a l l  the calls he made using 71 I with hia phonc card 
information. Sprint nccds the agent #, the date, and 
the timc o f  rhe call in ordcr to track down the root 
cdi isc of the problem. The customer respondcd that 
he would do his besr to document rhe dctails to help 
us rcsolvc this situation. 
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Wyoming Relay 
June2002-May2003 

Complaint Log Summary 
- - 

Tracking Date of Cat. # Of Nahire of Complaint Date of Explanation of Resolution 
- # Complaint I ConipIainr Resolution 

I I I I I 
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Wyoming Relay 
June2002-May 2003 

Total Complaints by Category 

. 

#00 Answer-Wait Time 
#01 Dial Out Time 
#O? Didn’t Follow Databasc lnst. 
#03 Didn’t Follow Customcr Inst. 
#04 Didn’t Kecp Customer Informed 
#O5 Agent Disconnected Callcr 
806 Poor Spclling 
#07 Typing SpeediAccuracy 
#08 Poor Voicc Tom 
#O9 Everything Relayed 
# I O  HCO Procedures Not Followed 
#I I VCO Proccdures Not Followed 
# I 2  Two-Line VCO Procedurc Not 

Followed 
Background Noise Not Typed # I  3 

#I4 Feelings Not Described 
# I5  Recording Feature Not Uscd 
#I6 Noise in  Center 
#I7 Agent Was Rude 
# I  8 Problem Answer Machlne 
# I9  Spanish Service 
#20 Speech to Speech 
#21 Other Problem 

Wyoming Division of Vocational Rehabilitation 
Department of Workforce Services 
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#25 Line Disconnected 
#26 Garbled Mcssage 
#27 Data Basc Not A~ailable 
#28 Split Scrcen 
#29 Other Technical Type Coinplalnt 

#31 OSD 
#32 N O  900 Nurnbcr 
#33 Carricr of Cholce 
#34 Network Recording 
#35 Other 

Wyoming Division of Vocational Rehabilitation 
Department of Workforce Services 
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DA 03-1728 
June 30,2003 

Marlene H. Dortch 
Office of the Secretary 
Federal Communications Commission 
445 12”’ Street, SW, Room TW-A325 
Washington, DC 20554 

Kcfcrence: Annual Consumer Complaint Log Summary: June 2002 ~ May 2003 

Ladies and Gentlemen: 

Pursuant to Federal Communications Commission’s rules, 47 C.F.R. §64.604(c)( l), the 
State of Wyoming, Division of Vocational Rehabilitation, Telecommunications Relay 
Service Program submits the enclosed annual consumer complaint log summary for the 
twelve-month period ending May 31, 2003. 

The cnclosed consumer complaint log from the State of Wyoming Telecommunications 
Relay Service Program includes all complaints about the Telecommunications Relay 
Service (TRS) in the state whether filed with the TRS provider, Sprint, or the State. This 
log includes the date the complaint was filed, the nature of the complaint, the date of the 
resolution, an explanation of the resolution, and monthly complaint totals. There is also a 
tally sheet which indicates the total number ofcomplaints for the year, monthly totals, the 
number of complaints by category and the percentage that each category of complaint is 
of the total “Service, Technical and Miscellaneous Complaints”. The aforementioned 
complaint log will be retained until the next application for certification is granted. 

For the period of June I ,  2002, through May 3 I ,  2003, Sprint processed fifty-five 
thousand, cight hundred fiftyeight (55,858) outbound calls on behalf of Wyoming Relay. 
A total of four (4) customer complaints were received, which is a rate of one one- 
hundredth o f a  percent (.Ol%). Of the four complaints, three were filed with supervisors 
a t  one of the eleven Sprint TRS centers, and one was filed with the State’s program 
consultant. Generally, the complaints were resolved within a couple of days of the 
complaint being made. The longest amount oftime to resolve a complaint was thirty- 
four (34) days. None of the four complaints were escalated for action by the Federal 
Coininunicat~ons Commission. 



Marlene H. Dortch DA 03-1728 
June 30,2003 

The natures of the complaints were as follows: 

The CA dialed the wrong number 

The CA did not keep the customer informed 

The customer was not able to make successive relay calls using his calling 
card without having to repeat the calling card infonilation 

VCO user was unable to make long distance call when using 71 1 and his 
calling card from his home 

Complaint resolution included: 

Agent (Communication Assistant) coached 

Set up customer notes in database 

Information and instruction provided to customer 

If the information contained within the annual consumer complaint log summary 
is not sufficient, or if you have any questions, please notify us and we will be happy to 
provide additional information. 

Respectfu I ly, 

James McIntosh 
Administrator 

LPClinv 

Enclosures: Consumer Complaint Log Summary, I 2  pages (original and 4 copies) 
Wyoming Relay Complaint Tally Sheet, I page (original and 4 copies) 
Electronic disk copy 
Self-Addressed FED EX Mailer w/ copy ofTransmittal Letter to be 
returned to WY DVR 

cc: Erica Myers 


